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BMW of North America, LLC

Internal Field Report

FSE Name: JOHN LILLIG Customer Name:

Market: 41 Customer Address:

Region: C City:

Center Name : BILL JACOBS BMW State:

Inspection Date: 05/13/2011 Chassis: L371961
Inspection Location: BILL JACOBS BMW Model Year: 2011

City: NAPERVILLE Model: X5 XDRIVE35D US
State: Production Date: 09/2010
Attachment: Yes Mileage: 3561

Defect Code: 1311

Nature of Complaint:
CEL WITH REPETITIVE DDE FAULT CODE 4580 RAIL PRESSURE PLAUSIBILITY TOO HIGH

Root Cause:

FUEL RETURN LINE RESTRICTED

Diagnostic Path:

THE VEHICLE WAS IN MULTIPLE TIMES AND MULTIPLE REPAIRS WERE ATTEMPTED FOR THIS FAULT
CODE. THE LOW PRESSURE DELIVERY WAS CHECKED AND READS 5.3BAR WITH SET POINT >3.5 (LOW
PRESSURE OK). THE RETURN LINE FUEL PRESSURE (LEAKAGE LINE PRESSURE) WAS NOT CHECKED
BECAUSE THE TOOL IS NOT YET AVAILABLE IN THE COUNTRY. THE OVERFLOW VALVE LISTED IN SIB 13
02 09 WAS REPLACED AND THE FOLLOWING FAULTS RETURNED.

4580 DDE: RAIL PRESSURE PLAUSIBILITY DELIVERY CONTROLLED

4BDC DDE: FUEL PRESUPPLY PRESUPPLY CONTROL

4BDB DDE: FUEL PRESUPPLY PRESUPPLY CONTROL

THE FUEL FILTER/HEATER AND LOW PRESSURE/TEMP SENSOR WAS REPLACED AND FC 4580 RETURNED.
THE HIGH PRESSURE PUMP WAS REPLACED AND THE FC 4580 RETURNED. THE PUMP WAS INSPECTED
FOR DEBRIS OR RUST AND NON WAS FOUND. THE TECHNICIAN THEN MONITORED THE HIGH PRESSURE
SYSTEM DURING THE WARM UP PHASE. HE WAS ABLE TO SEE THE RAIL PRESSURE READINGS START
AT LOW 300'S AND CLIMB TO 600+ BAR WHILE THE VEHICLE IS AT

IDLE. THE ENGINE WARMED UP CORRECT FUEL PRESSURE READINGS UNTIL APROX 70 DEGREES
CELSIUS. THE ENGINE NOISE THEN CHANGED AND THE FUEL RAIL PRESSURE CLIMBED FROM 315BAR TO
600+ BAR. CLOCK RATION OF THE RAIL PRESSURE REGULATING VALVE CHANGED FROM 19-20% TO 28-
31% WITH THE PRESSURE CHANGE. THE HIGH PRESSURE SENSOR AND PRESSURE CONTROL VALVE
WERE BOTH REPLACED AND FAULT RETURNED. AT THIS TIME IT WAS DETERMINED THAT THIS FAULT
MUT BE CAUSED BY SOME TYPE OF RESTRICTION IN THE FUEL RETURN SYSTEM. THE TANK WAS
INSPECTED FOR METAL OR DEBRIS AND NONE WAS FOUND. THEN THE RIGHT SIDE FUEL SENDING UNIT
WAS REPLACED AND THE FAULT RETURNED. NEXT ALL THE FUEL RETURN LINES WERE REPLACED AND
THE PROBLEM WAS RESOLVED. SEE PUMA CASE FOR ADDITIONAL DETAILS.

Recommended Repair Solution:

THE FOLLOWING FUEL RETURN LINES WERE REPLACED AT THE SAME TIME AND FIXED THE VEHICLE.
13 53 7 806 962 - FUEL RETURN LINE,

FR ID: 1307032344810
Date: Thu Dec 01 08:52:55 EST 2011



BMW of North America, LLC Internal Field Report

13537 796 060 - FUEL RETURN LINE

16 12 7 207 422- RETURN PIPE

16 12 7 207 423- RETURN PIPE

16 12 7 164 400 - RETURN PIPE

| HAVE ATTACHED 26 PICTURES AND 4 PDF FILES OF THE LINES TO THIS REPORT SHOWING
MANUFACTURING STAMPS AND INFORMATION.

FR ID: 1307032344810
Date: Thu Dec 01 08:52:55 EST 2011
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A subsidiary of

BMW AG BMW of North America
Pink Sheet Report

This technical report is submitted to responsible Service Engineering Member when the information herein
can benefit Quality & Service Engineering Department.

Model/Model Year: 335D US A /2009 Chassis: A265404
Production Date: Dealer Name:

Repair Date: Dealer Location:

Actual Mileage: City / State: /

Defect Code: 1614

Complaint:

COMPLAINT:

THE VEHICLE WAS RUNNING, THEN STARTED TO RUN ROUGH, THEN STALLED AND WOULD NOT
RESTART. THERE WAS ALSO A LOUD WHINE SOUND EACH TIME IT TRIED TO START. IT WOULD CRANK,
START THEN IMMEDIATLY DIE AGAIN.

CAUSE:

| THINK THE PROBLEM MAY HAVE BEEN DUE TO THE EXTREMELY COLD WEATHER WE HAD ON THE DAY
THIS HAPPENED. IT WAS A LOW OF -10 F. AND A HIGH OF ABOUT 10 F. THE TANK WAS ONLY ABOUT 1
TICK ABOVE EMPTY. | THINK THE FUEL MAY HAVE GELLED UP AND STARVED THE FUEL SYSTEM.

Correction:

CAR SAT ON THE LOT FOR A COUPLE OF HOURS. WHEN WE WENT OUT TO IT IT STARTED RIGHT UP.
THE GLOW PLUG MESSAGE WAS ON IN THE DASH BREIFLY BEFORE THE STARTER BEGAN CRANKING.
PULLED CAR INTO THE SHOP AND READ THE FAULT MEMORY. HAD 3 FAULTS STORED IN THE DDE.
4B90- DDE: RAIL-PRESSURE MONITORING ON ENGINE START RAIL PRESSURE TOO LOW DURING ENGINE
STARTING FAULT NOT CURRENTLY PRESENT 4600 - DDE: RAIL PRESSURE PLUSIBILITY PRESSURE
CONTROLLED POSITIVE CONTROL DEVIATION/RAIL PRESSURE TOO LOW FAULT NOT CURRENTLY
PRESENT 4B10 - DDE: SMOOTH RUNNING CONTROLLER CORRECTION QUANTITY TOO HIGH FAULT
CURRENTLY NOT PRESENT FAULTS WERE READ OUT USING ISTA. THE VEHICLE HAD TO BE MANUALLY
IDENTIFIED. THE VIN WAS NOT RECOGNIZED BY THE ISTA PROGRAM. THERE WERE NO TEST PLANS IN
THE PROGRAM TO RUN. CLEARED THE FAULTS AND TEST DROVE OVER THE WEEKEND WITH NO
REOCCURANCES OF THE PROBLEM.

FR ID: 1232474412851_21701888PUMA
Date: Thu Dec 01 09:14:30 EST 2011




A subsidiary of

BMW AG BMW of North America
Pink Sheet Report

This technical report is submitted to responsible Service Engineering Member when the information herein
can benefit Quality & Service Engineering Department.

Model/Model Year:

X5 XDRIVE35D US / 2009

Chassis:

LJ95801

Production Date:

Dealer Name:

Repair Date:

Dealer Location:

Actual Mileage:

City / State:

Defect Code:

1614

Complaint:
COMPLAINT:

CAUSE:

PUSHED CAR IN SHOP ,WOULD NOT START.

CHECK ENGINE LIGHT CAME ON AND CAR STARTED SHAKING VIOLENTLY

Correction:

HAD MULTIPLE FAULTS,HAD TO ERASE TO SEE WHICH WAS PRESENT(4B90 RAIL PRESSURE
MONITORING ON ENGINE START UP,PRESENT),TRIED FUEL BLEEDING PROCEDURES,AND COULD ONLY
GO AS FAR AS"™NOW START VEHICLE™ WHICH DOES NOT START NOW.CHECKED FUEL LINE PRESSURE
AS WAS AT 30 BAR(NOT EVEN CLOSE TO SPECS),SUSPECTED BAD HIGH PRESSURE DIESEL FUEL PUMP).

FR ID: 1301062165923_43586097PUMA
Date: Thu Dec 01 09:33:52 EST 2011




A subsidiary of

BMW AG BMW of North America
Pink Sheet Report

This technical report is submitted to responsible Service Engineering Member when the information herein
can benefit Quality & Service Engineering Department.

Model/Model Year: X5 XDRIVE35D / 2009 Chassis: LJ98039
Production Date: Dealer Name:

Repair Date: Dealer Location:

Actual Mileage: City / State: /
Defect Code: 1614

Complaint:

COMPLAINT:

CUSTOMER STATES:VEHICLE DIED WHEN DRIVING AT HIGHWAY SPEEDS

CAUSE:

INACCURATE TANK SENDING UNIT RIGHT SIDE

Correction:

CHECKED FOR FAULTS,CODES STORED FOR NO FUEL SUPPLY FROM LOW PRESSURE AND HIGH
PRESSURE PUMP,CHECKED FUEL PRESSURE AT RAIL 0 BAR FUEL GAGE INDICATED TANK STILL HAD 1/4
TANK OF FUEL REMAINING,RIGHT FUEL LEVEL SENSOR INDICATED 28.43 LITERS REMAINING LEFT FUEL
LEVEL SENSOR INDICATED 0.00 LITERS REMAINING,REMOVED RIGHT SIDE TANK SENDING UNIT ONLY TO
FIND THAT FUEL TANK WAS INFACT EMPTY,REMOVED LEFT SIDE TANK SENDING UNIT IT WAS EMPTY
ALSO LEFT SENDING UNIT ACCURATE RIGHT SIDE UNIT WAS NOT NO VISUAL FAULT WITH RIGHT SIDE
SENDING UNIT,REPLACED RIGHT SIDE SENDING UINIT,ADDED 5 GALLONS OF FUEL BLED SYSTEM AND
TEST DROVE 14 MILES OK

FR ID: 1248368407779_25165840PUMA
Date: Thu Dec 01 09:29:58 EST 2011
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 201035600410

Customer Service Request
Name: Service Request #: 201035600410
Preferred Communication Method: Home Phone Brand: BMW
Work #: Type: Complaint
Home #: - Source: Phone
Cell #: Current Status: Closed
Street Address: [ Date Opened: 12/22/2010 11:30AM
Apt/Ste: Created By: Cavanaugh, Anthony
City/State/Zip: Vero Beach, FI-- Rep Assigned: Cavanaugh, Anthony

Date Assigned: 12/22/2010 11:33AM
Assigned Dealer: The Imported Car Store, Inc.

Vehicle Identified Dealer: The Imported Car Store, Inc.
VIN: suxFro3s29 [ Date Resolved:
Chassis # (US): [ ] Resolve Rep:
Chassis # (Non - US): Date Closed: 12/27/2010 07:35PM
Year: 2009 Close Rep: Cavanaugh, Anthony
Model: X5 xDrive35d Issue Note:  regular fuel put into Diesel vehicle, $16k repair
Mileage: 29,000
Sale: 08/07/09
In Service Date: 08/07/09
Production Date: 12/15/08
Code Descriptions

SR Code SR Code Desc Main Group Defect Code Defect Code Desc

SV07  |GOODWILL ASSISTANCE REQUEST ENGINE - GENERAL 1061 Engine - Fuel Quality
Solution Notes Attachments
Created Solution File Name Comments

case

12/27/2010 [Wrtr advised 100% outside influence and no assistance would be offered i this

Page 1 of 2

Created: 12/6/2011 09:28AM
By Customer Relations Dept



BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 201035600410

Activity Status:
Activity Type

Activity Assigned To:
Activity Created:
Activity Created By:
Activity Description:

Done

Customer Interaction
Cavanaugh, Anthony
12/22/12010 11:33AM
Cavanaugh, Anthony

Activity Updated:
Activity Updated By:

Emal From:
Email To:

xfer from t1, regular fuel put into Diesel vehicle, $16k repair>>

12/22/2010 11:35AM
Cavanaugh, Anthony

Note Created: 12/22/2010 11:33AM

Note Created By: Cavanaugh, Anthony

Note Type

. Customer Interaction

Customer states son fille dup with regular fuel and now vehicle is requiring tear down of
$16K. Wrtr explained thouroughly that this is considere doutside influences and would not
be something we can assist with. Customer insisted on speaking with someone higher and
requested address to send letter. Due to customer requesting address writer advised will
call out to dealer to look into.

Activity Status: Done Activity Updated: 12/22/2010 11:35AM
Activity Type Dealer Interaction Activity Updated By: Cavanaugh, Anthony
Activity Assigned To: Cavanaugh, Anthony Emal From:
Activity Created: 12/22/2010 11:35AM Email To:
Activity Created By: Cavanaugh, Anthony
Activity Description: Wrtr Im for SM Brian, req cb

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 12/22/2010 01:50PM
Activity Type Dealer Interaction Activity Updated By: Cavanaugh, Anthony
Activity Assigned To: Cavanaugh, Anthony Emal From:
Activity Created: 12/22/12010 01:49PM Email To:
Activity Created By: Cavanaugh, Anthony
Activity Description: SM Brian Im for writer>>

Note Created: 12/22/2010 01:49PM

Note Created By: Cavanaugh, Anthony

Note Type

. Dealer Interaction

No assistance here

SM states writer is absolutely correct, as this is outside influence. States that customer
drove vehicle with the incorrect gas in it even though was instructed not to by dealership.

Activity Status:
Activity Type

Activity Assigned To:
Activity Created:
Activity Created By:
Activity Description:

Done

Customer Interaction
Cavanaugh, Anthony
12/27/2010 07:34PM
Cavanaugh, Anthony

Activity Updated:

Activity Updated By:

Emal From:
Email To:

12/27/2010 07:34PM
Cavanaugh, Anthony

wrtr Im for customer at_ Wrtr advised 100% outside influence and no assistance would be offered i this case

Note Created: Note Created By: Note Type:
Created: 12/6/2011 09:28AM
Page 2 of 2 By Customer Relations Dept
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Customer Service Request
Name: Service Request #: 200916200406
Preferred Communication Method: Brand: BMW
Work #: Type: Complaint
Home #: - Source: Phone
Cell #: Current Status: Closed
Street Address: s Date Opened: 6/11/2009 12:29PM
Apt/Ste: Created By: Wertz, Blake
City/State/Zip: North Hollywood, CA- Rep Assigned: Cavin, Doug
Date Assigned: 6/22/2009 05:34PM
Assigned Dealer: Center BMW
Vehicle Identified Dealer: Center BMW
VIN: suxFro3s 9 Date Resolved:
Chassis # (US): | Resolve Rep:
Chassis # (Non - US): Date Closed: 7/9/2009 08:15PM
Year: 2009 Close Rep: Cavin, Doug
Model: X5 xDrive35d Issue Note:  cci sttng 2 prob with fuel pump prob and repeat repair
Mileage: 1,300
Sale:
In Service Date: 05/21/09
Production Date: 03/25/09
Code Descriptions
SR Code SR Code Desc Main Group Defect Code Defect Code Desc
SL03  [OVERALL QUALITY FUEL SUPPLY SYSTEMS 1601 FUEL SUPPLY SYSTEM - FUEL PUMP
SL17  [PRODUCT DESIGN- INQUIRY/COMPLAINT FUEL SUPPLY SYSTEMS 1601 FUEL SUPPLY SYSTEM - FUEL PUMP
SV06  |TECHNICAL ASSISTANCE / INFORMATION FUEL SUPPLY SYSTEMS 1601 FUEL SUPPLY SYSTEM - FUEL PUMP
SV17  |REPEAT REPAIR/COMEBACK FUEL SUPPLY SYSTEMS 1601 FUEL SUPPLY SYSTEM - FUEL PUMP
Solution Notes Attachments
Created Solution File Name Comments
6/11/2009  |wrtr infrmd cust will doc complaint and if have issue we will work with the cust
7/9/2009 clt?sing case, customer balked after asking for 2 pymts reimb,ind he wid seek
attorney.

Page 1 of 121
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By Customer Relations Dept



BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Activity Status: Done Activity Updated: 6/11/2009 12:36PM

Activity Type Customer Interaction Activity Updated By: Wertz, Blake

Activity Assigned To: Wertz, Blake Emal From:

Activity Created: 6/11/2009 12:31PM Email To:

Activity Created By: Wertz, Blake

Activity Description: cci sttng 2 prob with fuel pump prob and repeat repair, cust wnts into new veh if prob keep occring & will call if prob reoccr
Note Created: Note Created By: Note Type:

Activity Status: Done Activity Updated: 6/15/2009 06:31PM

Activity Type Customer Interaction Activity Updated By: Edwards, Emily

Activity Assigned To: Edwards, Emily Emal From:

Activity Created: 6/15/2009 06:27PM Email To:

Activity Created By: Edwards, Emily

Activity Description: cci for Blake, wrtr advsd unavailable, cust askd for cb @_

Note Created: 6/15/2009 06:29PM

Note Created By: Edwards, Emily

Note Type: Customer Interaction

cust sttd his veh is still in the service dept at Center BMW, sttd he wants to be
compensated for the amount of time the veh has been in service.

Done

Activity Status: Activity Updated: 6/15/2009 06:31PM
Activity Type Corporate Interaction Activity Updated By: Edwards, Emily
Activity Assigned To: Edwards, Emily Emal From:
Activity Created: 6/15/2009 06:31PM Email To:
Activity Created By: Edwards, Emily
Activity Description: wrtr e-mailed Blake to notify of cust call

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/16/2009 11:16AM
Activity Type Customer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal From:
Activity Created: 6/16/2009 11:09AM Email To:
Activity Created By: Wertz, Blake
Activity Description: wrir cldl cust who sttd losing faith in veh & cust wants lease credit, cust wants into anothr X5diesel

Note Created: 6/16/2009 11:13AM

Note Created By: Wertz, Blake

Note Type: Customer Interaction

cust wants assistance on lease payment, this is the second time the veh has been in, the
first time was a computer glitch and dIr sttd fixd the prob and then 30 miles later the X5 had
the same problems and is back at Center BMW. Cust stts when cust first took the veh they
said it was fixd and the prob occrd again and the cust had to take the veh back again and

the dIr is now waiting on part to be fixd.

Page 2 of 121
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Done

Activity Status: Activity Updated: 6/16/2009 04:53PM
Activity Type Dealer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal Erom:
Activity Created: 6/16/2009 04:49PM Email To:
Activity Created By: Wertz, Blake
Activity Description: wrtr lvm SM Chris asking for info on veh

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/16/2009 06:20PM
Activity Type Customer Interaction Activity Updated By: Pascoe, Steven
Activity Assigned To: Pascoe, Steven Emal From:
Activity Created: 6/16/2009 06:20PM Email To:
Activity Created By: Pascoe, Steven
Activity Description: Cci for Blake, wrt adv n/a, xferred to vmail per cust req.

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/16/2009 06:35PM
Activity Type Customer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal From:
Activity Created: 6/16/2009 06:35PM Email To:
Activity Created By: Wertz, Blake
Activity Description: cci lvm sttng veh wont be ready until MON and askd for call back

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/17/2009 08:59AM
Activity Type Dealer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal From:
Activity Created: 6/17/2009 08:59AM Email To:
Activity Created By: Wertz, Blake
Activity Description: SM Crhis clld in sttng ordrd ovrflw valve for cust and this is only 2nd time seeing veh

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/17/2009 02:25PM
Activity Type Customer Interaction Activity Updated By: Edwards, Emily
Activity Assigned To: Edwards, Emily Emal From:
Activity Created: 6/17/2009 02:20PM Email To:
Activity Created By: Edwards, Emily
Activity Description: cci for Blake, wrtr advsd unavailable, cust askd for cb @_ today or he will contact his attorney

Note Created:

Note Created By:

Note Type:

Page 3 of 121
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Activity Status: Done Activity Updated: 6/17/2009 02:25PM
Activity Type Corporate Interaction Activity Updated By: Edwards, Emily
Activity Assigned To: Edwards, Emily Emal Erom:
Activity Created: 6/17/2009 02:24PM Email To:
Activity Created By: Edwards, Emily
Activity Description: wrtr e-mailed Blake to notify of cust call

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/17/2009 02:46PM
Activity Type Customer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal From:
Activity Created: 6/17/2009 02:46PM Email To:
Activity Created By: Wertz, Blake
Activity Description: wrtr lvm SA John trying to get info on cust and prob with fuel injectors

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/17/2009 04:21PM
Activity Type Customer Interaction Activity Updated By: Kniola, Ashley
Activity Assigned To: Kniola, Ashley Emal From:
Activity Created: 6/17/2009 04:18PM Email To:
Activity Created By: Kniola, Ashley
Activity Description: cci for Blake and stts that he needs a callback TODAY

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/17/2009 04:21PM
Activity Type Corporate Interaction Activity Updated By: Kniola, Ashley
Activity Assigned To: Kniola, Ashley Emal From:
Activity Created: 6/17/2009 04:18PM Email To:
Activity Created By: Kniola, Ashley
Activity Description: see notes for email to blake--wants callback TODAY

Note Created: 6/17/2009 04:20PM

Note Created By: Kniola, Ashley

Note Type: Corporate Interaction

From: Kniola Ashley, SF4-US-S-5

To: Wertz Blake, SF4-US-S-5
Subject: RE: What up? | was on th

Cust Stts will not take car from dlIr,
down, already mailed 1st payment|
wants out of car and has already

Sent: Wednesday, June 17, 2009 4:21 PM

e other line when you called in

1K, is giving him problems, paid 25K
wants you to call him @ that number,
w X5

Page 4 of 121
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Activity Status: Done Activity Updated: 6/17/2009 05:04PM
Activity Type Dealer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal Erom:
Activity Created: 6/17/2009 05:04PM Email To:
Activity Created By: Wertz, Blake
Activity Description: SM John Ivm sttng fault in engine & bulliten out fixd, prob recrd and just got part for veh today
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/17/2009 05:06PM
Activity Type Customer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal From:
Activity Created: 6/17/2009 05:06PM Email To:
Activity Created By: Wertz, Blake
Activity Description: wrtr clld cust & cust refused to take the veh back & alrdy strtd purch new veh
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/18/2009 02:19PM
Activity Type Dealer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal From:
Activity Created: 6/18/2009 02:16PM Email To:
Activity Created By: Wertz, Blake
Activity Description: wrtr lvm SM Chris asking days down and exact prob with veh
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/18/2009 05:57PM
Activity Type Dealer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal From:
Activity Created: 6/18/2009 05:55PM Email To:
Activity Created By: Wertz, Blake
Activity Description: wrtr clld SM Chris not avail, askd SA Mike info- stts down 10th-18th, dir fnd fault codes changd overflow valve, removed altinator, wrtr askd >

Note Created: 6/18/2009 05:57PM

Note Created By: Wertz, Blake

Note Type: Dealer Interaction

Wrtr askd SM Chris to call back

Activity Status: Done Activity Updated: 6/18/2009 07:55PM
Activity Type Customer Interaction Activity Updated By: Gunn, Tina
Activity Assigned To: Gunn, Tina Emal From:
Activity Created: 6/18/2009 07:55PM Email To:
Activity Created By: Gunn, Tina
Activity Description: cci requesting to speak with blake. wir warm transferred call to blake.
Note Created: Note Created By: Note Type:

Page 5 of 121
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Activity Status: Done Activity Updated: 6/18/2009 07:57PM
Activity Type Customer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal Erom:
Activity Created: 6/18/2009 07:57PM Email To:
Activity Created By: Wertz, Blake
Activity Description: cci sttng will not pick up the vehicle but will drop off I veh
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/19/2009 07:53AM
Activity Type Dealer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal From:
Activity Created: 6/18/2009 08:01PM Email To:
Activity Created By: Wertz, Blake
Activity Description: wrtr clid SM Chris who sttd would send ovr info to wrtr's email
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/23/2009 05:22PM
Activity Type Market Liaison Escalation Activity Updated By: Cavin, Doug
Activity Assigned To: Brown, Kevin Emal From:
Activity Created: 6/19/2009 09:08AM Email To:
Activity Created By: Wertz, Blake
Activity Description: see notes

Note Created: 6/19/2009 09:08AM

Note Created By: Wertz, Blake

Note Type: Market Liaison Escalation

Page 6 of 121
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Customer's Name:
VIN: 5SUXFF03519
In-Service Date: 5/.

Current Miles: 1,300

Center Name: Center BMW

Service Request Number: 200916200406
Days Down: 8

Cug 1je:

MrM recently purchased his 2009 X5 xDrive35d and has encountered multiple
pro his engine losing power. The customer states that he does not feel safe in
the vehicle anymore and does not want to risk losing power on the freeway. The customer
wants to stay with BMW and switch into a different vehicle that would not be experiencing
these problems.

Cug equest:
Mr. would like to switch into another X5 Diesel version because he has lost faith
intl he is currently in. He is hoping that the problems with his vehicle are specific

to that vehicle and not the model. The customer wants to switch into a different vehicle of
the same model.

Center Comments:

Service Manager John states he has only seen the vehicle twice and the vehicle has been
in the shop from the June 10th to the 18th. Service Manager John states the dealer found
fault codes and that the vehicle needed a new overflow valve. | have attached the service
report for this vehicle to better explain the issues with the vehicle.

Additional Information:

The customer loves the X5 Diesel model and wants to stay with BMW but felt that this
vehicle was purchased with engine problems and the customer does not feel safe in the
vehicle. The customer would like to switch into a different 2009 X5 xDrive35d.

Activity Status: Done Activity Updated: 6/19/2009 04:39PM
Activity Type Customer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/19/2009 04:36PM Email To:
Activity Created By: Cavin, Doug
Activity Description: cci for status.Adv cust we will not have answer until MON/Tues. cust refused to pick up vehicle.

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/19/2009 04:44PM
Activity Type Customer Interaction Activity Updated By: Munoz, Ronald
Activity Assigned To: Munoz, Ronald Emal From:
Activity Created: 6/19/2009 04:39PM Email To:
Activity Created By: Munoz, Ronald
Activity Description: Cci asking for Blake, wrter adv that the case has bee escalated to a Merket Liaison, wrter tried to contact Blake and Kevin but they're busy>

Note Created: 6/19/2009 04:40PM

Note Created By: Munoz, Ronald

Note Type: Customer Interaction
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Wrter offered help, the cusotmer is looking for ans asnwer today and stated that he has
dropped off the loaner vehicle today and that he didn't wanted to pick his vehicle up, he
states that he needs an asnwer today because he is leaving the country and that we should
tell him where we stand or tell him if he needs to have lawyer involved, wrter adv that the
escalation to the liaison has been assigned today and that it could take a few days before
the market could come up with an answer,, wrter adv customer will put in contact with Kevin

B, Back up Liaison, Doug C.

Activity Status: Done Activity Updated: 6/19/2009 04:40PM
Activity Type Dealer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/19/2009 04:40PM Email To:
Activity Created By: Cavin, Doug
Activity Description: |spk-Chris Previtre-1st RO no FC's from (fuel pump warning) 2nd vist (same warning), rplcd overflow valve.Cust refusing to pick up car, did rtrn
oaner

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/19/2009 04:43PM
Activity Type Market Liaison Interaction Activity Updated By: Munoz, Ronald
Activity Assigned To: Munoz, Ronald Emal From:
Activity Created: 6/19/2009 04:43PM Email To:
Activity Created By: Munoz, Ronald
Activity Description: Witer Xfer call to Doug C.

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/19/2009 04:47PM
Activity Type Corporate Interaction Activity Updated By: Munoz, Ronald
Activity Assigned To: Munoz, Ronald Emal From:
Activity Created: 6/19/2009 04:47PM Email To:
Activity Created By: Munoz, Ronald
Activity Description: Wrter emailed Kevin B and Blake W, advising that the cusoptmer called in for an update.

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/19/2009 05:06PM
Activity Type Corporate Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/19/2009 05:05PM Email To:
Activity Created By: Cavin, Doug
Activity Description: repair visit notes

Note Created: 6/19/2009 05:05PM

Note Created By: Cavin, Doug

Note Type: Corporate Interaction
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Customer Service History Breakdown:

Name_ Year, Selling Dealer
Make XFF03519 Delivery Date
Model X5 Last recorded milage ce Advisor

Repair Date Invoice Date Days Out of Service RO # Mileage in Mileage Out Service
Advisor # Tech # Tech Trainng Level Repeat Visit CR or iSky Alert Other Center (from
DCS) Complaint  Repair

6/9/09 6/9/09) JOHN 625 FUEL PUMP ! DRIVE MODERATELY
Performed sh e/trans normal.
6/11/09 6/18/09M JOHN 625 FUEL PUMP! DRIVE MODERATELY THE
Found Sib 1302 chek voltage and

THROTTLE HAD NO RESPONSE  connections & EKP . R&l Air box , R&l fan
shroud

R&l alternator . Removed and Replcd HDP overflow

valve .
Activity Status: Done Activity Updated: 6/22/2009 10:09AM
Activity Type Field Interaction Activity Updated By: Brown, Kevin
Activity Assigned To: Brown, Kevin Emal From:
Activity Created: 6/22/2009 10:09AM Email To:
Activity Created By: Brown, Kevin
Activity Description: email to the AAM Shane for Market review.

Note Created: Note Created By: Note Type:

Activity Status: Done Activity Updated: 6/22/2009 04:37PM
Activity Type Customer Interaction Activity Updated By: Doucher, Elizabeth
Activity Assigned To: Doucher, Elizabeth Emal Erom:
Activity Created: 6/22/2009 04:37PM Email To:
Activity Created By: Doucher, Elizabeth
Activity Description: cci and requested doug or kevin, kevin unavail, wrir transf to doug

Note Created: Note Created By:

Note Type:
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Activity Status: Done Activity Updated: 6/23/2009 12:03PM
Activity Type Customer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/22/2009 04:43PM Email To:
Activity Created By: Cavin, Doug
Activity Description: cci to discuss case, adv. we have market rep reviewing.
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/22/2009 04:44PM
Activity Type Field Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/22/2009 04:44PM Email To:
Activity Created By: Cavin, Doug
Activity Description: wrtr adv AAM that we have 2 fuel pumps, and a new RO for check engine light. AAM ind he wid make quick decision on this case.
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/22/2009 04:47PM
Activity Type Field Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/22/2009 04:44PM Email To:
Activity Created By: Cavin, Doug
Activity Description: wrtr sent service recap to AAM
Note Created: 6/22/2009 04:45PM Note Created By: Cavin, Doug Note Type: Field Interaction

From: Cavin Doug, SF4-0-13
Sent: Monday, June 22, 2009 4:44 PM

To: Zapg

Service recap + check engine light under current RO.

Activity Status: Done Activity Updated: 6/22/2009 05:42PM
Activity Type Field Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/22/2009 05:41PM Email To:
Activity Created By: Cavin, Doug
Activity Description: RTE response,warranty conc found on curr RO
Note Created: 6/22/2009 05:41PM Note Created By: Cavin, Doug Note Type: Field Interaction

Created: 12/6/2011 09:15AM
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

From: Barsegyan Gary, V2-US-V-3-A

Sent: Monday, June 22, 2009 11:59 AM

To: Brown Kevin, SF4-US-S-5; Zapcic Shane, V2-US-V-34
Subject: RE: Poss Buyback

Kevin,

| have discussed this with the shop foreman and asked him to diagnose issue sense fault
codes were not showing up in tester.

He found the problem and vehicle is now being fixed.

Engineering is also aware of the vehicle.

| do not need to see it.

Gary Barsegyan

BMW of North America LLC
Regional Technical Engineer
(818) 383-2477 Mobile

(818) 308-6755 Fax

From: Brown Kevin, SF4-US-S-5
Sent: Monday, June 22, 2009 7:09 AM
To: Zapcic Shane, V2-US-V-34

Cc: Barsegyan Gary, V2-US-V-3-A
Subject: FW: Poss Buyback

Shane,

Customer is looking to get into another BMW X5 diesel due to issues with this vehicles
engine losing power. Customer does not want to lose power while driving on the freeway.
Do you feel it would be a good idea to have a Gary take a look at this vehicle at Center.
Attached is a report from the dealer and the customer was in on two separate occasions
with the complaint.

Kevin

From: Wertz Blake, SF4-US-S-5
Sent: Friday, June 19, 2009 9:10 AM
To: Brown Kevin, SF4-US-S-5
Subject: Poss Buyback

Customer's Name:
VIN: 5SUXFF03519
In-Service Date: 5/.

Current Miles: 1,300

Center Name: Center BMW

Service Request Number: 200916200406
Days Down: 8

Cug 1je:

MrM recently purchased his 2009 X5 xDrive35d and has encountered multiple
prol his engine losing power. The customer states that he does not feel safe in
the vehicle anymore and does not want to risk losing power on the freeway. The customer
wants to stay with BMW and switch into a different vehicle that would not be experiencing
these problems.

Cug equest:
Mr. would like to switch into another X5 Diesel version because he has lost faith
int he is currently in. He is hoping that the problems with his vehicle are specific

to that vehicle and not the model. The customer wants to switchinto a ...
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

... different vehicle of the same model.

Center Comments:

Service Manager John states he has only seen the vehicle twice and the vehicle has been
in the shop from the June 10th to the 18th. Service Manager John states the dealer found
fault codes and that the vehicle needed a new overflow valve. | have attached the service
report for this vehicle to better explain the issues with the vehicle.

Additional Information:

The customer loves the X5 Diesel model and wants to stay with BMW but felt that this
vehicle was purchased with engine problems and the customer does not feel safe in the
vehicle. The customer would like to switch into a different 2009 X5 xDrive35d.

Kind Regards,

Blake Wertz

Customer Relations and Services Specialist
Telephone

(614)718-2580

Fax

(614) 789-1992

Mailing Address

P.O. Box 1227

Westwood, NJ 07675-1227

Activity Status: Done Activity Updated: 6/22/2009 05:57PM
Activity Type Dealer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/22/2009 05:43PM Email To:
Activity Created By: Cavin, Doug
Activity Description: wrtr cld cntr,lvm for SA on open RO.
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/23/2009 11:47AM
Activity Type Dealer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal Erom:
Activity Created: 6/23/2009 11:33AM Email To:
Activity Created By: Cavin, Doug
Activity Description: John, SA, adv, there have only been 2 rpr visits. One w/erroneous fautl code, 2nd to rplc low fuel press sensor.Std svc history is very minor.
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/23/2009 12:00PM
Activity Type Field Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/23/2009 12:00PM Email To:
Activity Created By: Cavin, Doug
Activity Description: wrtr sent follow up to AAm, to close cust rgst.
Note Created: Note Created By: Note Type:
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Activity Status:
Activity Type

Activity Assigned To:
Activity Created:
Activity Created By:
Activity Description:

Done

Field Interaction

Brown, Kevin

6/23/2009 03:20PM

Brown, Kevin

Final offer from AAM Shane.

Activity Updated:

Activity Updated By:

Emal From:
Email To:

6/23/2009 03:21PM
Brown, Kevin

Note Created: 6/23/2009 03:20PM

Note Created By: Brown, Kevin

Note Type: Field Interaction

From: Zapcic Shane, V2-US-V-34

Sent: Tuesday, June 23, 2009 2:42 PM

To: Brown Kevin, SF4-US-S-5
Subject: RE: Poss Buyback

Hi Kevin.

As we discussed, please discuss the repair with the customer and offer 2 lease payments

as compensation for the early failure.

Regards,

Shane Zapcic

Aftersales Area Manager
BMW of North America, LLC
Mobile: 805-657-3356

Fax: 661-274-9259
shane.zapcic@bmwna.com

Done

Activity Status: Activity Updated: 6/23/2009 04:11PM
Activity Type Customer Interaction Activity Updated By: Langenbahn, John
Activity Assigned To: Langenbahn, John Emal Erom:
Activity Created: 6/23/2009 04:11PM Email To:
Activity Created By: Langenbahn, John
Activity Description: cci for Doug, wrtr transferred cust

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/23/2009 04:42PM
Activity Type Customer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/23/2009 04:13PM Email To:
Activity Created By: Cavin, Doug
Activity Description: cci & wrtr presented the 2 pymt offer to the cust.Cust declined & indicated he wid be seeking an attorney.

Note Created:

Note Created By:

Note Type:
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Activity Status: Done Activity Updated: 6/23/2009 04:40PM
Activity Type Customer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/23/2009 04:40PM Email To:
Activity Created By: Cavin, Doug
Activity Description: cci asking about how to process the 2 payments, pls call back 818.262.7979
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/23/2009 04:43PM
Activity Type Customer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/23/2009 04:43PM Email To:
Activity Created By: Cavin, Doug
Activity Description: wrtr cld cust, he decided to accept the 2 loan payments,wrtr adv of time it would take to process,
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/23/2009 05:22PM
Activity Type Field Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/23/2009 05:21PM Email To:
Activity Created By: Cavin, Doug
Activity Description: wrir emailed AAM that cust accepted 2 payments.

Note Created: 6/23/2009 05:21PM

Note Created By: Cavin, Doug

Note Type: Field Interaction
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

From: Cavin Doug, SF4-0-13
Sent: Tuesday, June 23, 2009 5:21 PM

To: Zapc,

Customer accepted the 2 loan payments, $854.99 each.

From: Zapcic Shane, V2-US-V-34
Sent: Tuesday, June 23, 2009 2:42 PM
To: Brown Kevin, SF4-US-S-5

Subject: RE: Poss Buyback

Hi Kevin.

As we discussed, please discuss the repair with the customer and offer 2 lease payments
as compensation for the early failure.

Regards,

Shane Zapcic

Aftersales Area Manager
BMW of North America, LLC
Mobile: 805-657-3356

Fax: 661-274-9259
shane.zapcic@bmwna.com

Douglas Cavin

Customer Relations Representative
BMW of North America, LLC

Direct: 614-789-7757

Fax: 614-789-7158
Doug.Cavin@bmwfs.com

Activity Status: Done Activity Updated: 6/24/2009 12:16PM
Activity Type Customer Interaction Activity Updated By: Miller, Dan
Activity Assigned To: Miller, Dan Emal From:
Activity Created: 6/24/2009 12:14PM Email To:
Activity Created By: Miller, Dan
Activity Description: cci-looking for Kevin, Doug &/or Blake. wrtr xferred to Blake.
Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/24/2009 12:19PM
Activity Type Customer Interaction Activity Updated By: Wertz, Blake
Activity Assigned To: Wertz, Blake Emal From:
Activity Created: 6/24/2009 12:16PM Email To:
Activity Created By: Wertz, Blake
Activity Description: chi sttr\w/g Mtook 2 payments and the car shut down again and it is leaking coolant and had to have veh towd and still without a car, wrir xfrd to
oug
Note Created: Note Created By: Note Type:
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Activity Status: Done

Activity Type General

Activity Assigned To: NET, DCS

Activity Created: 6/24/2009 12:34PM
Activity Created By: NET, DCS

Activity Description: Dealer Created Activity

Activity Updated:

Activity Updated By:

Emal From:
Email To:

7/9/2009 08:15PM
Cavin, Doug

Note Created: 6/24/2009 12:34PM

Note Created By: NET, DCS

Note Type: Dealer Interaction

Viewed Service Request information: Dealer 04355 on Wed Jun 24 12:34:02 EDT 2009

Activity Status: Done

Activity Type Dealer Interaction

Activity Assigned To: Cavin, Doug

Activity Created: 6/24/2009 02:11PM

Activity Created By: Cavin, Doug

Activity Description: wrtr emailed SM for current diagnosis

Activity Updated:

Activity Updated By:

Emal From:
Email To:

6/24/2009 02:12PM
Cavin, Doug

Note Created: 6/24/2009 02:12PM

Note Created By: Cavin, Doug

Note Type: Dealer Interaction

From: Cavin Doug, SF4-0-13
Sent: Wednesday, June 24, 2009 2:12 PM
To: 'Chris Previtire'

subject: 1197593 Vi || bacx i sho

Chris,

Apparently customer developed a coolant system issue right after he accepted 2 loan

payment goodwill.

Douglas Cavin

Customer Relations Representative
BMW of North America, LLC

Direct: 614-789-7757

Fax: 614-789-7158
Doug.Cavin@bmwfs.com

Activity Status: Done Activity Updated: 6/24/2009 02:21PM
Activity Type Customer Interaction Activity Updated By: Robison, Kate
Activity Assigned To: Robison, Kate Emal From:
Activity Created: 6/24/2009 02:21PM Email To:
Activity Created By: Robison, Kate
Activity Description: cci for Doug, DC unavail, cust asked writer to ask Doug to call him.

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/24/2009 02:21PM
Activity Type Corporate Interaction Activity Updated By: Robison, Kate
Activity Assigned To: Robison, Kate Emal From:
Activity Created: 6/24/2009 02:21PM Email To:
Activity Created By: Robison, Kate
Activity Description: writer emailed Doug to notify of cust call back request.
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BMW of North America, LLC
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Customer Service Request Detail # 200916200406

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/24/2009 02:26PM
Activity Type Customer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/24/2009 02:26PM Email To:
Activity Created By: Cavin, Doug
Activity Description: adv cust we are waiting on diagnosis from the cntr for market rep to review case

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/24/2009 07:26PM
Act!v!ty Typ? Cl.Jston?er Interaction Activity Updated By: Miyoshi, Kelsey
Activity Assigned To: Miyoshi, Kelsey Emal From:
Activity Created: 6/24/2009 07:26PM Email To:
Activity Created By: Miyoshi, Kelsey
Activity Description: cci asking to speak with doug, cust declined vm

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/24/2009 07:27PM
Act!v!ty Typ.e C(.)rpor‘ate Interaction Activity Updated By: Miyoshi, Kelsey
Activity Assigned To: Miyoshi, Kelsey Emal From:
Activity Created: 6/24/2009 07:27PM Email To:
Activity Created By: Miyoshi, Kelsey
Activity Description: writer emailed doug notifying doug that cci

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/25/2009 02:27PM
Activity Type Customer Interaction Activity Updated By: Tedeschi, Hollie
Activity Assigned To: Tedeschi, Hollie Emal From:
Activity Created: 6/25/2009 02:27PM Email To:
Activity Created By: Tedeschi, Hollie
Activity Description: cci req to spk w/doug. wrtr xferred call to ext 7757.

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/25/2009 02:30PM
Activity Type Customer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/25/2009 02:27PM Email To:
Activity Created By: Cavin, Doug
Activity Description: Spk to SA about coolant issues,they are providing no ETA on the repair. needs answer on 7/02.Cntr offered X5 loaner.Still outs.

Created: 12/6/2011 09:15AM
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BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/26/2009 02:30PM
ACt!Vth Typ.e Cus?omer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/26/2009 02:27PM Email To:
Activity Created By: Cavin, Doug
Activity Description: cci for status, adv there are no updates on repair or goodwill

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/26/2009 02:31PM
Act!v!ty Typ? F|elq Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/26/2009 02:29PM Email To:
Activity Created By: Cavin, Doug
Activity Description: spk to AAM who has also not heard back from the center.

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/26/2009 02:35PM
Act!v!ty Typ.e Dealler Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/26/2009 02:35PM Email To:
Activity Created By: Cavin, Doug
Activity Description: tried for John, SA, not avail.

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/26/2009 04:04PM
Act!v!ty Typ.e CusFomer Interaction Activity Updated By: Cavin, Doug
Activity Assigned To: Cavin, Doug Emal From:
Activity Created: 6/26/2009 04:04PM Email To:
Activity Created By: Cavin, Doug
Activity Description: cust cld in and dropped call

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/26/2009 04:04PM
Activity Type Customer Interaction Activity Updated By: Shelton, Kevin
Activity Assigned To: Shelton, Kevin Emal From:
Activity Created: 6/26/2009 04:04PM Email To:
Activity Created By: Shelton, Kevin
Activity Description: CCl for Doug regarding case. wrtr advsd cust that Doug was NA. cust stts he just heard from dealer who said vehicle needs to be there for 2

mor wks

Page 18 of 121

Created: 12/6/2011

09:15AM

By Customer Relations Dept




BMW of North America, LLC
BMW Group Company

Customer Service Request Detail # 200916200406

Note Created: Note Created By: Note Type:
Activity Status: Done Activity Updated: 6/26/2009 04:08PM
Activity Type Corporate Interaction Activity Updated By: Shelton, Kevin
Activity Assigned To: Shelton, Kevin Emal Erom:
Activity Created: 6/26/2009 04:07PM Email To:
Activity Created By: Shelton, Kevin
Activity Description: wrtr emailed Doug regarding customer interaction. see notes

Note Created: 6/26/2009 04:08PM

Note Created By: Shelton, Kevin

Note Type: Corporate Interaction

From: Shelton Kevin, SF4-US-S-5
Sent: Friday, June 26, 2009 4:08 PM

To: Cavin D 13
Subject: Mr.- LJ97593

Doug,

818-262-7979

Kind Regards,

Kevin Shelton

Customer Relations and Services

Representative

Telephone

(800) 831-1117 *7461

Fax

(614) 789-1992

Mailing Address

P.O. Box 1227

Westwood, NJ 07675-1227

ing his case. He did not want to leave voicemail, but wants

Mr._PcaIIe
call . Mr,
will be there for an k

states that he just contacted dealer who advised that vehicle

Activity Status:
Activity Type

Activity Assigned To:
Activity Created:
Activity Created By:
Activity Description:

Done Activity Updated:
Dealer Interaction Activity Updated By:
Cavin, Doug Emal From:
6/29/2009 09:06AM Email To:

Cavin, Doug

Svc Mgr deferred to AAM

6/29/2009 09:06AM
Cavin, Doug

Note Created: 6/29/2009 09:06AM

Note Created By: Cavin, Doug

Note Type: Dealer Interaction
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From: Chris Previtire [mailto:cprevitire@centerbmw.com]
Sent: Sunday, June 28, 2009 5:45 PM

To: Cavin Doug, SF4-0-13

Cc: Zapcic Shane, V2-US-

Subject: Re: LJ97593 Mr._ back in shop

Doug, I just got back from vacation last week. Can you run this by Shane and see how he
wants to handle. As you are aware customer was requesting BB after only visits.

Thanks

Chris Previtire

Service Director

Center BMW
818-907-9995
cprevitire@centerbmw.com

----- Original Message -----
From: "Doug Cavin" <Doug.Cavin@bmwfs.com>
To: cprevitire@centerbmw.com

Sent: Wednesday, Ju 11:39 AM GMT -08:00 US/Canada Pacific
Subject: LJ97593 Mr._ back in shop
Chris,

Apparently customer developed a coolant system issue right after he accepted 2 loan
payment goodwill.

Douglas Cavin

Customer Relations Representative
BMW of North America, LLC

Direct: 614-789-7757

Fax: 614-789-7158
Doug.Cavin@bmwfs.com

Activity Status: Done Activity Updated: 6/29/2009 01:27PM
Activity Type Customer Interaction Activity Updated By: Pfaffinger, Bl
Activity Assigned To: Pfa